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 C h a p t e r  2 7 

 More Than a Business 
Philosophy 

 Todd Nordstrom shook my hand as the taxi driver loaded his 
bags into the car. It was 4:30 a.m., pitch black, and the streets of 
Singapore were silent. 

 “Do you get it?” I asked him. “Do you understand this whole up-
lifting service thing?” 

 “Yes,” he responded, vigorously squeezing my hand. “I can’t be-
lieve more organizations don’t understand how powerful this can 
be. This was an incredible experience.” 

 We continued to shake hands, sharing something important and 
meaningful in his departing moment. 

 “Thank you,” he said. “I really mean that.” 

 I smiled. “You are most welcome.” 

 Todd climbed into the cab and waved through the window. I 
watched the taxi’s taillights vanish into the darkness en route to 
Changi Airport, back where this story began. 
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 I assumed Todd would be jet-lagged when he got home. I assumed 
he would be thinking about what he had seen and learned in 
Singapore, and that his  attention would naturally be focused on 
service. And I assumed that I would hear back from him within a 
week—after he had many opportunities in his life to experience 
true acts of uplifting service, or maybe upsetting service encounters. 

 On the last assumption, I was wrong. I received this email from 
Todd before he even left the Los Angeles airport. 

To: Ron Kaufman
  From:  Todd Nordstrom 
  Subject:  I get it now! 

 Dear Ron, 
 I get it now. The reason you smile, the reason you’re so 
passionate, and the reason you chase this uplifting service 
concept is so much bigger than business. I’ll talk to you soon. 
Respectfully, 
Todd

I wondered what he meant. Two days later, I called to ask him. 

 “When we landed I had to wait forever for my bag,” he said. “And 
the people were rude. Everyone was cranky. I actually heard one 
lady scold another because she stepped in front of her to grab her 
suitcase. And then, this guy snapped at the security staff because 
a dog sniffed the fruit in his bag. It was crazy. And it was exactly 
what I expected. 

 “Then I stood in the customs line for almost half an hour,” he said. 
“The room was packed with people and their bags. Everyone was 
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tired. Some of the agents were being unpleasant. I was so frus-
trated. And I wasn’t the only one.” 

 “But?” I asked. “There’s got to be something positive, right?” 

 Todd hesitated. 

 “Yes,” he said. “It was completely unexpected. It was surprising. 
And, it was really delightful.” 

 He explained that through all of the madness of the airport, he 
needed to catch a connecting fl ight to his hometown of Phoenix, 
Arizona. This meant that after he arrived at one terminal, he had 
to get his bags and go through customs, and then carry all his bags 
to another terminal. 

 “I didn’t even know what terminal I was in,” he said. “I was groggy 
from jet lag and exhausted by the long wait for my suitcase to ar-
rive. So I approached the information desk to ask for directions. 
But after what I had just been through, to tell you the truth I wasn’t 
expecting much help.” 

 Todd approached the information desk asking for directions to 
the other terminal. He told me how one of the ladies behind the 
counter responded, saying, “Honey, you’ve got a long walk ahead 
of you.” But then an older gentleman with white hair at the coun-
ter spoke to him, too. 

 “You look tired,” he said. “Come on, I’ll walk with you and show 
you where it is.” 

 “How far is it?” asked Todd. 

 “I’ll show you,” said the man. “My name is Richard.” 
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 “Ron,” Todd said over the phone. “This was not an easy distance—
especially for Richard, who seemed to walk with a bit of a limp. 
But, the guy insisted. And as we walked he asked me questions 
about my trip, my job, my family, and my kids. That’s when I real-
ized something different was happening. I would have been happy 
with directions, but it made Richard happy to serve.” 

 Todd and I both stopped talking for a moment, agreeing without 
having to say any words. 

 Then he spoke with a different tone. A bit deeper and stronger and 
at the same time more peaceful. 

 “Uplifting Service is a business philosophy,” he said. “I saw that 
clearly on my trip. But, Richard wasn’t walking with me because 
it was his business. It just meant more to him to do something 
extra for me.” 

 “You do get it,” I said smiling. “You do.” 

 The Proven Path Continues 

 Months after Todd fl ew back to his home and family, I visited 
many of the organizations mentioned in this book: Changi Air-
port, NTUC Income, Marina Bay Sands, Singapore’s government, 
and others. In every case, these iconic organizations had moved 
farther along the proven path. For those distinguished by uplifting 
service this path is never ending. It is an open space for continuous 
innovation and expression of commitment. 

 Changi Airport is continuously upgrading its people, technology 
and terminal buildings to provide more personalized, surprising 
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and stress-free service. The transit areas have been extended for 
better passenger fl ow. New fl oor space has been created for en-
hanced shopping and dining experiences. Natural light cascades 
into the terminal building, blending the interior with Singapore’s 
tropical exterior in an eco-friendly combination. New interactive 
multi-media projects are introduced as technology offers exciting 
opportunities to connect passengers with resources, business as-
sociates and family members around the world.

Changi Experience Agents now patrol the airport proactively 
seeking visitors and passengers to assist. This special team of 
multi-lingual customer service offi cers is deployed at key loca-
tions during peak periods where the busy environment can lead to 
higher levels of stress. Armed with tablet technology and manage-
ment support, Changi Experience Agents are empowered to assist 
anyone with special requirements, missing baggage, late fl ights, 
tight connections, or any other needs. 

 At NTUC Income, the cultural revolution from conservative 
to contemporary has been achieved, and now the company 
is  embarking on another evolution from excellent service to 
 extraordinary. The company has put orange three-wheeler 
 motorcycles on the nation’s highways to help drivers by the side of 
the road, whether they are the 
company’s customers or not. 
This “Orange Force” started 
as an initiative to provide safe 
and reliable assistance for 
customers in need, but soon 
became much more. Seventy 
percent of these  roadside en-
gagements do not even call for 
help. NTUC Income’s riders 

“All the mass in the world 

is an empty channel for 

the conveyance of your 

spirit in the realization of 

their spirit. That’s what 

service really is.”
Junah Boda
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discover them on the spot while they patrol the country, looking 
for opportunities to serve. And 50 percent of those assisted are not 
even customers of the company, but the “Orange Force” drivers 
are on the scene and pleased to help. 

 Marina Bay Sands has solved many of the operational issues that 
fi rst challenged the world’s largest integrated resort. The Jour-
ney to Magnifi cence continues. Ten thousand team members 
are growing more connected to their careers and to each other. 
Functional leaders are thinking outside the box to solve uncon-
ventional problems and to seize unprecedented opportunities: 
cross-promotions, sustainable energy, and deeper connections 
with the world and with the nation. 

 The country of Singapore continues to mature. Citizen initiatives 
are growing stronger. The government takes an encouraging po-
sition as catalyst for the  future, connecting the contributions of 
many commercial and community groups. 

 Driving all this progress is more than commercial concerns. It is 
the underlying purpose to improve the lives of others and our-
selves. It is the overarching  passion to do so in ways that uplift 
everyone involved. This commitment to uplifting service is more 
than a way of doing business, a tactic for winning market share, or 
simply getting what you want. It is a strategy that cultivates sincere 
devotion. It is a method with deep meaning built right in. 

 Uplifting Service is a joyful way of living life together. This proven 
path brings out the best from ourselves and the best from each 
other. Uplifting Service is an invitation and a celebration—to 
give, to live, and to love. 
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We are deep in a service crisis. 

In the operating room, surgeons and their 

teams communicate in a very precise 

language; airplane pilots follow a strict 

protocol to take-off and land safely every 

time; and, when launching a new product, 

companies lay out a plan that all employees 

follow. But when it comes to building a 

strong service culture, the path to success is 

usually much less clear. We relegate service 

to a single department guided by anecdotal 

wisdom and less-than-helpful clichés like 

“the customer is always right.” 

With global economies transforming at 

record speed, we are largely unprepared for 

the service demands we face day and night 

from around the world. We promise our 

customers satisfaction and then allow 

internal politics and inefficient methods to 

frustrate our ability to deliver. With service  

so much a part of our daily lives, both in 

and outside the workplace, why aren’t we 

doing it better? 

Ron Kaufman knows the answer to this 

question, and not only believes we can do it 

better, but shows us how. In Uplifting Service 

he takes you on a journey into a new world 

of service that is guided by fundamental 

principles and actionable models. After more 

than 25 years helping leaders transform their 

service cultures, Kaufman has discovered that 

while each successful team is different, the 

architecture they apply to build an uplifting 

service culture is the same.

In this book, Kaufman lays out the steps you 

can take to build a sustainable culture that 

delivers outstanding service every day. He 

offers the tools and practices that have been 

proven effective in businesses, governments, 

communities, and homes; on every continent; 

and in many languages. Through perspective-

changing insights and case studies, you 

will learn how the world’s best performing 

companies have changed the game through 

service—and how you too can follow this 

proven path to an uplifting transformation. 
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“Ron Kaufman has pinpointed a massive wound in society, and offers a

strategy to uplift the world around us. For mankind, it’s transformational.

For business, it’s a clean and clear path to a sustainable competitive advantage.

This book is long overdue, and will create a legendary shift.”
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